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SKMS 

KEDB CMDB

SACM 

Other Databases 

CMS 

Help Desk (SPOC) 

Events managed by EM 

process to catch incidents 

before they do any damage  

Recurring & related Incidents create 

problems with unknown root cause 

to be managed by PM process 

Root Cause Analysis to find the root 

cause of problems & resulting 

incidents & create work around 

Users / Customers 

I1 I2 I3 I4 I5 I6 I7 

P1 

KE 

SLAs defined and managed by 

Service Level Mgmt process 

SLAs for delivery & support 

processes i.e. Capacity, 

Availability, Security & IT 

Service Continuity, Incident, 

Change & release Mgmt  

Incidents managed by IM process as per 

SLA defined- Service Restoration ASAP) 

Change Management 

Release Management 

RFC 

Post Implementation Review 

END 

Access Management – 

execution of access rights as 

defined in Information 

Security Management 

Request fulfilment– for low 

impact high frequency 

changes – pre approved by 

change management  

Normal Changes 

Standard Changes 

Emergency Changes 

Standard changes 

implemented as Service 

Requests (No RFC needed) 

Roll Back 

Rigorous testing and user 

acceptance through Service 

Validation and Testing process 

Work Around 

CAB 


